
Illinois Telecommunications Access Corporation 

ViTTY 800-841-6167 V/TTY 217-698 417n 
3001 Momvale Dr iw 

FAX: 217-698-i)Y42 \ JUN 2 g zoo4 i 

June 28,2004 

Ms. Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 lZ th  Street, SW, Rm. TW-B204 
Washington, DC 20554 

Overnight Mail: Airborne 

RE: Docket No. 98-67 

Public Notice DA 04-1599 
Released: June 2,2004 

Dear Ms. Dortch: 

As directed in the above-mentioned Docket and Press Release, enclosed please find four copies 
of the following: 

Sprint Relay's and the State of Illinois' Annual Complaint Log, which includes the 
number of complaints received for the period June 1,2003 through May 3 1,2004, that 
allege a violation of the federal TRS mandatory minimum standards, the date of the 
complaint, the nature of the complaint, the date of its resolution, and an explanation of 
the resolution and the CapTel Complaint Log covering the period from February 1,2004 
through May 3 1,2004. 

Annual Tally Report with total complaints by category. 

A 3.5 diskette containing the Annual Complaint Log and Annual Tally Report is also enclosed. 
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June 28,2004 

Please contact me if you require any additional information. 

Sincerely, 

Patty Kress, 
Administrative Manager 

cc: Emma Danielson, Illinois Account Manager, Sprint Relay (without disk) 
Christy Pound, Illinois Commerce Commission (without disk) 
Erica Myers, Federal Copnunications Commission (without disk) 

Enclosures: Attachment #1: Four Copies of Annual TRS Complaint Log and CapTel 

Attachment #2: Four Copies of Annual Tally Report 
3.5 Diskette 

Complaint Log 
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June 2003 - May 2004 



Complaint Tracking for Illinois 

Dateof 
ComPl. 

RJQ3lO3 

Cat. # Nature d Complaint 
COmPl. 

CA did not respond when T N  user typed "hello 
ga". CA did not type beckground noise until aner 
TTY USer typed "goodbye sksK'. 

4 

o8/03/05 

17 Voice caller said the CAS tone was not very nice. 06/wm1 I 
17 

mm3 IL TTY wstomw initatedwith the way IRC has 
33 billed his phone senrice. 

06/07/03 
CuStaner called in stating that she is still 
expriencing garbling on her 3 year old 
Ameriphone. TT# 1000980138 

26 

June 200: 

CA fdlowed pmpr procedure by 
typing ewctlywhat the voice person 

that could be heard while the voice 
person was not saying anything 

thanking them for Me feedback and 

06/M1/03 

06/'0/03 

Imached. 

IN0 further action required aner RCS 

TN user said this CA did not let her type her 
message before dialing out. 

VCO customer has garbling issue. muld not read 
what CA typsd to her. TT 1w0990214. 

26 

crediied hii account. customer sent 

Called customer and fen a message 
explaining that one of the centers was 

me in the future if she exprienced thi 
same problem again. 

06/12/03 

I 

TT results - this is a known issue that 
is currently under investigatm by T81 
and TRS tech. Attempted to contact 
customer several times that TT was 
closed M was unsuccessful. 

Unable to conduct a follow up wlh thr 
CA as they are no longer an ernplop 

06/13/03 

06/18/03 

06/1BM3 

06/19/03 

VCO customer called to say she gets garbling on 
every call shs makes through relay IL. TT 
#I000995532 

Customer uses an Ameriphme dialogue VCO 
phons and dials to relay using BM) number. For 
the last two weeks she has had garbling on her 
line. TT #1oo01wg909. 

26 

26 

3 CA dialed mong number. 

17 CallersaidCAwasveryrude. 

TT resub - This is a known issue tha I was closed and the equipment fMed 
06/16/03 is currentiyunder investigatbn. TT 

06/19/03 

06/27/03 

with Amsiphone VCO phone and rek 

invesligatkm. 

CA was mached M this. 

Talked with CA and TL who assisted 
on this call. CA said there was a &a) 
M TTYs respMlse for the #they ww< 
calling and the CA's computer went 
over into ASCII search. Data crash 
follaved when CA switched back to 
TTY TL verified CA'S comments and 
added there was no garMhg on the 
CA's computer but did see the data 
crash as well. Attempted to contact 
customer three times and there vias r 
answer. 



Complaint Tracking for Illinois 

Date of 
R e s o f ~ t i ~  

06/36r03 

06mK)3 

06/30/03 

Nature of Complaint 

Voice user was upset that the CA was freqmntiy 
using the slowdown and not repeating the last 
wrds typed to the VCO user. 

Explanah of RasoluUon 

CA coached to repeat last words tvpg 
and to improw typing sped. 

CA fO(l0wed relay p r o t d  and 
demomhated knowkdge of answering 
machine procedure per customer 
instructions. 

Contacted and informed customer thal 
CA was coached on following 
customer notes. 

~ 

VCO user was upset that CA did not follow 
msWctwns when t p n g  (answMng machine) Gp 

long to type (vme mail cut om so vco was 
unable to leave message 

06/23/03 3 to VCO permn Canplained that CA waded loo 

07m03 

VCO customer repxk CA did not follow custane 
06/24/03 2 database instrudhs. causing c u s t m r  to spw 

ex&e time on phone. 

IL vo'w user complaining that they received a call 

discarnected the call. 
06/29/03 5 from a TTY user through relay but CA 

Customer says when they typed ''please do not 
annowce r e y '  the CA hung up on them. 

06mm3 

coached CAonthe impwtamxof 
pmcffsing calls cwredly. responding 
in a timely manner and the 
consequences of rot doing so. 

assistancewhen a call needs lo be 
disconnected. and to documented the 
incident. 

~ d v i ~ e d  CA to request for supelvisory 

08/30/05 29 Customer says she cannot call out or receive calk 
through relay &rs. T T  111ooO1030810. 

Customer was upset because she was asking the 
CAqwstims and the C A w M  not answer but 
continued to type what she was saying. She then 
proceeded to ask the CA what her ID number war 
but CA wouldnt give it to her. 

06/13/03 17 

07/03/03 

TT results: It a-rs the number has 
changed, reaching a fast busy signal 
or a recading saying the number has 
been d i m w e d .  TT was closed 
due to customer rot responding. 

07/27/03 

~ , 0 3  Ccached CA on repercussions of I dmnectrng calls. 

CA followed proper procedures. did 
povide IDltWhen asked, and remainec 
calm and pdite. 
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Complaint Tracking for Illinois 

Dateof Cat. I Nature of Compbint 
Compl. Compl. 

Customer W e d  the agent had sloppy typing and 
waslazy. 37/01/03 7 

Voice customer was upset that CA yawned in her 
371ozm( 17 I ear while reiayina. 

Customer called to report that the agent did not 
Wbw the typed instd~ons not to announce rehy 
and to ask for a specific person by name. 

~~ 

Them/ userwas cmp!a!lung that the operatwrkl 
not follav insbudions when told to disable 
turbocode and because of that TTY user muld no 07/08/03 

= hlpw 

Customer called and gave CA instrudions for 
07/10/03 3 phone number and address and CA provtded 

phone numbw 

07/16/03 I 6 ICustomer Said that agent did not spell vety well. 

Customer was having problems with prank calls 
thrWghSR0. D71MIw 35 

Customer complained MI two CKs. Fmt CA 
dialed the wong nbr. The second CA didn’t let t h  
customer know the outbound had hung up. 

Agent retrkvd one voicernail msg for vcu user. 
Agent followed cusatomer notes to allow caller to 
save or delete the msg. Since the agent bped the 
msg and voicemail options and then listened to 
respcnse the voicemail timed out. VCO caller was 
vety upset. 

07/22/03 4 

D7Ryw 

I I 

07/25/031 21 I 
1 I 

Customer wwrted to make another call and CA 07nml lhung up. 

I I 

TTY user was upset that CA made him wail aRer 
he typed a msg to teave anans mach. CA. 07/30/03 

The caller stated that the CA did not explain why 
there was a problem (77YNCO unable to read or 
respond). 

07/22/03 21 

July 2003 
Dateof I Explanation of Resolution 

Agent typed exadly what outbound 
said but was unaware that 

for the iiy user. A& coached 

Coached agent on impwtance of 
profEssionalism and transparency. 

07/03/03 I 
Follow up with agent. Agent was aware 
of the error and reported it immediately 
She regretted the mistake and normalQ 
follows customer instructions. 

07‘21/03 

No agent assigned to that number. 
Unable to coach the agent. 

CA gave the instructions to DA 
owator and DA operator gave numbei 
and hung up. CA followed proper 
procedures 

CA was coached on spelling words 
oarrediy and wwd clarification. 

Supervisor transferred customer to 
customer service as staled. Supervisoi 
suggested customer may be able to 
block incoming calls. 

07/09/w 

07,18/03 

07n1/03 

07/20/03 

Agent cached on clarimng 
instructims if unsure. O 7 ~ O 3  

Customer typed €ksk and CA already 
hung up as customer changed their 
mind to make anothw call. Agent 
followed proper procedures. 

Spoke with the customer and stated 
05/25/04 she hasn’t had problems with relay. 

Case closed. 

Explained to the caller that CA was 
a c h e d  and CA was given several 
examples hat should have been said 
to the voice person. 

07/28/03 

07m3 
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Complaint Tracking for Illinois 

# 

2623 

August 2003 
I~.l.r(iwI Dateor I cat.# I Nature of CompMnt I Dateof I E!Qlanation of Resolution 1 

Compl. Corn@. Resoluhon 
Customer states that she gave the CA the cali in 

disconneded call. 

Supervisor reviewed proper 
08121m procedures M h  the CA. 08/19/03 5 number but IW) call was placed. Said CA 

zW9.J !loud. TI& is0 heard &in the background: I I Voice customer mp4amed that they could heer 
the nomy keybuard dunnrl the call and 1 was ye(v 

Spoke to agent and coached on tumlng 
down mlaoDhone If custom 
requests. 

o812403 

m7X 

Customer had typed aut messages to amwering 
machine but the messages delayed in sending. 
CUStamH gd fmstmted and hung up. Thanked 
the customer for the feedback. No follow up 
required. 

Supervisor reviewed urmplaint with 
08/1 5/03 CA. CA was at fault. Reviewed prcper 

pmcedures with CA. 
1 

26.23 
%26 

%97 

Coached CA on listening closety for 
sound alikes. Asldng for spelling on 

pBcing appropriately to avdd missed 
info. 

TTY cwtomer was dissatisfied with the service 
she received from this CA. She said she had poor 08/5/03 important names and details and 
spelling and typed incorrect information. Several 
times t p d  "missed information". 

08/25/03 

08/25/03 7 

Coached agent on the proper call 
procedures to follow when a call needs 

ccnsequences of discome& ng a call. 

Agent disconnected caller alter they gave the 
OSEd03 number to dial. OWZ9/03 to be disconnected and the 
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08130103 

42722 

Customer asked if answering machine to please 

flash and CA had hung up on them. 

Agent claims to have not disconnected 

consequences of disconnecting a call. 
5 leave a message. Cudomer noticed TTY signal 09/02/03 any call. Understands the 



Complaint Tracking for Illinois 

Tracki~q 
# 

42742 

Dateof Cat.# Nature of Complaint Date of Explanation of ~eso~utbn 
Compl. Compl. Resolution 

Operaton are not fcdlow%q wstotnets ndes 
09/02/03 2 which say do nd use any abbreviations. Also 

operators are nd giving their ID numberr. 

Customer typed "VCO please GA" - no response 
fromCA.Typeditagainandagahnoresponse- 
feels CA should ix refieshed as to how important 

Customer informed supervisor issue 
was due to TTY technical problem. No 

issue. 
05/17/04 further action. Customer r e s o w  

Reviewed VCO pocedures. CA was 
w18103 able to demonstrate correct handling. 

09/16x)3 

2646 
2646 

2663 

calk can be. 

09/16/03 11 

G9mw followherinstructbans. 
VCO customer said that agent didnZ l i  and 09/30/03 Agent notes instructiono coached to f o l h  when customer processing 

calls. 

31 4 5 J  

6673x 

Page 1 of 1 

Caller wuld like relay policy changed so that 

agent change during a Way call. 

Spoke with customer and she said all 09/22/03 35 eilher inbound or outbound party can request an 05/25104 was wrldng well, 

09i23/03 5 Agent hung up on customer. W/26/03 Reviewed procedures with agent. 

VCO user said GA. woke SMed talking but could 
still hear VCO user saying hello GA. CA not 

have fallen asleep Voice and VCO customer 

Unable to follow up with CA as CA is 
OgR8103 0 respom(ing to voice. Voice user said CA must 01 IM104 no longer with relay. No further action 

possible. 
8539 

31624 

31 474 

hung up. 

Customer says the caller ID block is not waking. 
TT results - Calk  id did not transmil 
on any test call, looks like training 

infamed. 
TT results -Tech resd the ACC. This 

09~30/03 29 TT1001247609 05/27/04 issue for that agent. TL will be 

IL VCO customer rqsts IRS lo make caller ID 
09/24/03 available as much as possilk w26/04 cleared the problem. 



Complaint Tracking for Illinois 

- 
Date of 
compl. 

10/01m 

- 
1 o m o :  

- 

10/06/0: 

cat. r Nature of Complaint 

mpl. 
Voice caller upset CA sa!d the person hung up. 
The vobe p w n  has Mid under her breath 
something about the TTY was bugging her. 
Apparently TTY had nc4 hung up because CA hac 
tvped the comment. 

Custcmer is w y  upset because agent redialed to 
erase messages on his voicemail when he wants 
n done the first time. 

21 

2 

October 2002 
Date of Explanation of Resolution 

Resolution I 
I 

Unable to fdlow with this agent as this 

action possible. 

Supvisor showed agent how to 

understood. 

CA followed proper procedures bv 
for a &pleie sentence ; 

mnced before wkim to ensure a 
Customeh daughter called through relay and the 
CA ianored d o m e -  and was not relavina what - _ _  

4 she was ~ y i n g  as she was typing, she waited 
until custmefs daughter stopped typing to tell I 
what was said. 

~ 

1W06/03 natural voice flow. CA undwstood 
upon request of a voice person CA cai 
read word for word back to the voice 
person. 

Unable to follow up with this agent as 
3x13 ~ agent is not used at this current 

time. 

Voice person said CA sounded like CA was faking 
voice. Customer could not understand CA and 
a w  for a new agent. CA said was unable to 
make agent switch M call a supervisor. 

10/a8(03 

CA is nd aware of this call. CA is 
familiar with agent protowl of providin! 
qwstion upon request similar to 
auation indicated above. 

10’14/m 

~~~ 

Customer tried calling a number with a (976) area 
cade. Informed customer that the system will not 
allow (976) calls. Customer wid like to b o w ~ h y .  
TT 1W1033w number 

TT results: Tech says (976) is a 
reserved area code. M one isa!hued 
to call it, and therefore it is not a valid 36 05/24/04 

I I I I 
ICA had waited 4 mim for caller to 
mme back on line After 4 mim CA 

o r d u r e s  
foilowed p r o p  QJmnwct 

Customer complained that he was look~ng lor a IORUOII 5 I phone number for 3 mins and CA hung up on him 
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Complaint Tracking for Illinois 

17 

I i m m  

VCO caller sail that CA interrupted her 
COnVeMtm W h  3 lines of X W s  or SSS's but 
CA would not le( her speak 

Customer stales the CA d d  n d  spell d l  and sht 
typedtoslav 

I 1 /07l03 

11/10/03 

1 1/10103 

1 1 m  

Customer wculd give the GA and no 
e n t  wwM type what v o k  persan 
was saying and then VCO &@mer 
mxlld star( talking and yelling during 
the typing before the GA for her to 
speak. This w l d  cause garbling. 
Supervisor on floor witnessed this. 

Typing on the Screen appeared 
accurate CA said they had to pace 
customer frequently as voice person 
was spealdng very fast. CA also asked 
for spelling of cities for clariflcafion. 

11/1om 

4 11/17/0? 
VCO customer said bat CA sent her no data 
when she caw. She gd the incared CA 
number. 

11R1/0? 

A p n t  Mn' t  tell the &m w h d  was wng on. 

caller said she wants customer ser/ioe to be aMe 
to transfer k back to a r&y opemtors 29 

Caller said she think caller ID is not transmitting 
m=W. 29 

Customer stales they asked the CA to block their 
caller ID and relay asked them to wice. And then 
said they pressed the WMg button and hung up 
and redialed the call. 

~ 

Asent was pome but g d  confused when number 
for s u n t y  was assured by ~laa seeMces I 

November 2003 

Coached CA and rde played vco 41 

Explained that agent at customer 
s e r v i c e d  mt beabk to send call 

centers ad CA's who were available. 

TT results - Placed test call using 
customers dialing information to 2500 

information transmitted without any 

Operator was pulled for discussion - 
she ma& a mistake and apologized fa 

the future 

Supervim 1950 coached on customei 
contad prccedure. Agent was 

1'17m3 w e d  regarding paper call 
pmceduras. 

Agent coached and reminded of call +-- porcessing guidelines. 

Page 1 of 1 



Complaint Tracking for Illinois 

Date of 
&Mi 

Dateof i Cat.# I Nature of Comdaint Explanation of Resolution 

2/03/03 

customer had wanted to place another cali aner 
their call was over. CA hung up on customer. 

Customer states agent dialed the wrong number 

Customer says CA did not respond to GA and 
9 evetuaJlV the OB hum Up. Thought that CA was 

12/06/03 

I2/30/03 

12/09/03 

E/19/04 

Supervisor reviewed compfainl with 
a&. Supervisor reviewed proper 
rprocedures. 
Unable to dispute the charge with 
Verizon. Customer will have to cnntact 
Verizan directly 

Coached agent on proper pmcedures 
on pacing customers and using 
appropriate phrases to pace so that 
there will be no personal interactims. 

TT resuits - Tech attempted to reach 
the customer twnx to give him this 
information. but there vias no answer. 

I 1 
t u n 0 3 I  16 I 

2/oLu03 

2/11103 

Customer requests m m e  from relay 
adminstration call them back about fraudulent 

t2/m31 35 I calls to his business through relav Dlacina order 

Customer states that agent was wry rude. There 
were long relays that even the hard of hearing 
customs was asking the OB mat was going on 
was there a p r o h .  

T l Y  customer receiving extremely fast 
transmissan of typed messages via IL retay. 
Problwn for psttwoweeks, h a w e d  approx 10 

17 

35 
ti- TTIMIdlfYifiI( 

121 5/03 

i2/2Q/03 

12/22/(a 

12/22/03 

TTY custmer said they always have several 
canplaints about IRC operators always 
minsunderstanding them. 

Customer states that she asked this agent not to 
announce relay. She asked the agent if he did 
announce the re!ay and he said no he had nd. BL 
the way the phone was answered she muld tell 
that they know it was relay services. 

VCO user complains that CA is n d  mneding 
her calls WrrecUy and she is UMMe to 
canmunicate with her daughter each time she 
encounters this agent. 

18 upset because she said OB wasnY 
understanding her and she did not feel the CA 
vias relaying promy. 

9 

3 

I' 

5 

12/28/031 17 lCustomersaysagentwasmde. 

12/22/03 

Met Wnh CA and went over not 
announcing procedures. CA 
domestrated knowledge and 
understanding of p r o w  procedures. 

12/16/03 CA was wached on proper v w  I pmcedures. 

05/19/04 

05/27/04 

12/02/03 

12/29/04 

Spoke with the customer who stated 
these calls stopped after he called 
sprint reby to wmplain. 

muits - Unfortunately there is no 
enough informath on the ticket to 
investigate. I wuld not Mennine 
where the agent was siiting to 
investigate the hardware. Suspect it 
wds a bad wnnection at the CO. 

Coached CA on k w n g  customer 
informed wiul appropriate prcgress 
repom. 

Agent coached on proper procedures 
and not being rude. 

Spoke wim customer and customer 
w17'04 says all is fine Mw. no complaints I 

12/23/03 

- ,. - 
with bad credii cards. 

IL VCO customer experiencing garbling. TT 
26 1443938. 

Reviewed the impatance of never 

relaying feelings as best possible. 

12/28/03 
Agent 8ent ringing 1 ... and then stopped typing fc 
a long time. Customer asked what was going on 
and then agent typed (F) and then stopped. 

4 
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Complaint Tracking for Illinois 

Traddng 
# 

Dated Cat.# Nature of Complaint Dateof Explanaka of Resolution 
compl. compl. ResdUtOll 

2787 - 

CA said she did disable turbocode and 
c u s t m  apparentlywas still receiving 
garbling. CA was able to demonstrate 
med turbocode disablement. 
Acmunt Manager fdlcwed up with the 
cushnec 

caller was vwy upset with sefvicswhen caller 
asked CA to disable turbomde and CA did m. 01’wC4 
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Complaint Tracking for Illinois 

compl. COmPl. 
Customer called to let us know CA typed hung up 
to her daughter when she was trying lo Place a 11/01/04 17 
,.=,I 

January 2004 

ReSOlUlii 

01/01/04 supelvisor unable to up 
Agent number was not available - 

m e o f  I cat.# I Nature of Complaint I Dateof I ExplanationofResolution 

Operator hung up on customer while rediiling to 
leave her message. So operator did not tell 
c w m e r  whether or not her message was left. 

011w04 11 /08/04 5 
No agent number provided so no fdlm 
upwas possible. 

Customer was angnl because the busvness she 
called was closed and relay did not tell her the 
time. 

31/08/04 4 

Agent followed proper procedures by 
not getting involved in uxlversalion an 

0 1 / W  transparent while call was 
on p m c e ~ ~ .  

Customer slates Mat I was wry hard for the Mice 

day e. 
31/09/04 8 person that she was calling to understand the 

Met wilh agent and coached on the 
importance of voicing clarity and to 

adjusted aawdingly. 
01/1404 make sure the headset is always 

TT results - verifled frequenUy dialed 
list was available for both numberr. 

Customer called in to let us know when she 

they were not available. TT 147497i. 
attempted to make a call using her FD numbers 

Customer upset Mat she dials 71 1 from her house 

operator. She wants to receive the opr first. 
DlM9104 29 and receives TTY tones then ASCII. Then an 

TT results - System is functioning as 
05/25/04 designed. 

Caller asked for a l i  person. Awni relayed 

person as instructed by caller before autdial. 

S2S customer says evelytime he gets this 
operalor she hangs up on him. 

01/16/04 3 recadingbutdidnotselecttheoptionforaliw 

01/16/04 

I ICustDmer was not familiar with the relav svc and I I 

CA coached to be more careful and 
pay attenbn to customer instructions 

procedures with CA. 

Agent is aware of the poky and 
01/21/04 consequences of hanging up on a 

customer. 

01/21/04 supstvisorreviewedpoper 

Customer was not familiar with the relay svc and 
thougM it was solicitaion from LD carrier. When 
the was talldng atmi how she 
the customer was handliin the call and told the 
agent not to type what she was saying the agent 
tvped eveything. 

01/’ 7/04 21 
Customer did nd get nmbeI - 

01/17/04 explained we were not able to follow u 
with agent. 

Page 1 of 2 

~~~~~~~~ 

thought it was solicitaion from LD carrier When 
the customer was 
the customer was handlign the call and told the 
agent not to type what shewas saying Me agent 

to herself about how she 
01/17/04 21 

Customer did not get agent number - 
01/17/04 expained we were not able to follow 1 

with agent. 

tvped eveything. 

Op. didn’t put a GA and custMner got fruslraled 
waiting for it Then operator didn’t send persofi 
hung up GA to SKand customer didnY know if 
they w e  still on the line. 

01/21/04 

Supervisor coached agent on making 
sure GA is sent at me appropriate 

01- time. ~ l s o  coached agent on sending 
mect  macros 



Complaint Tracking for Illinois 

OlR4/0l $ 0113m 

Nature of cOmp!ainl F Explanation of Resduti i  

TT results -Tech made test 

character. The ~dtrans have been 
installed fw over a year. so if the 
customer has only been ex$eriencing 
garMing in the last few montm. it may 
be due to a change on their 
equipment. 

~~~ 

VCO customer says call was transferred in from 
relay and when on the call w m  RCS lhere was ~1 

DB info available and the call showed as 
ongnaling in WI 

I 
Customer staled d l  disconnected in pr- of 

5 lwicemailret-l. I 

T l  results - Unab(e to duplicate 
-em. Logged into test +on anc 

and call populated with customer 
information. 

W i u t  CA ID number M further 

CA staled tJiey did not fuliy understam 
notes. Advised CA to ask for 

01/31/04 clarification if notes unclear. ~dvised 
of the impntance of fdlowing 
c u s t m r  notes. 

Customer stated did customer 
notes. 
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Complaint Tracking for Illinois 

Dateof 

cang. 

m/05/04 

Cat.# Nature Of complaint 

can@. 
The customer wanted io qeak to this CA to 
clarify the email address fmm a customw in West 
Africa who called in to purchase her prodcu~1. I 
explained the relay prcdocd of privacy of relay 
calls and we may no( be a!Ae io provide this info. 

21 

02/' 3M4 

021 4/04 

I ICA 

Customer states she does fmt like the new policy 
that agents an seems io be doing m i y .   hey 
are intempting calls more than ever typing (no 
tackground noise OT Silence in background. 

The customer called l o  saylbq werevery angry 
because thev had to re& the number 3x to the 1 

O5/I7/O4 

I I 
02/21/041 5 I 

Advised training depamnent of this 
issue. 

EqdaWth of R e s d M  

coached agent on the usage of 

02/14/04 

w21'04 

CA followed popw procedures by 
asking fw the number again as it was 
illegible. Rwiewed propar pmcedures 
with CA. 
CA advised thaI was absciutely in 
op(rOstiti0n of relay protocol and 
cautibned her against that. 

CA ciiakd CA and asked fn address. 
DA transferrd to recwding giving 
number only. CA siates they did not 
disconnect caner. ~wiewed fdlow 
customer instluctiom. Rwiewed not 
disconnecting caller. 

02/14/04 

W21/04 
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I 7  Voice cudomer cancemed that CA was Rde. 

Custmer asked agent to call DA and asked for 
perrons address only no phone number customei 
was upset at agent and dlsconnected 

3 



Complaint Tracking for Illinois 

Dateof Cat.# Nature of CGnlplaiIM 
cmpl. corn@. 

S2S customer called to r e m  that all S2S oprs 
were bwt a customer was transferred to a 
rpgular owator. C u s t m r  asked to be 
tavlferred tja& to S ~ S  and asked for a 
supervisor to assist. Supwvisw wld not transfer to 
S2S and told customer to hang up 

Date of Explanation of Resolution 
ResolUliOn 

Supervisor states she did not as& on 
s w h  call. Supervisci shows 

speech to speech calls. 
03"C4 hn- of how to transferred 

l l  

The agent did nd explain relay to voice perron 
and they did not understand what she was talking 
about. 

03/23/04 4 

up. He said then'the "red 
and inbound 03/@J3/W I 5 ICustciner said ~ n t  hung up on them. 

discnmeaed.'CA did not feel call 
dropped. 

There Is not a w w i t h  this id. Unable 
w123x)4 to discuss vdth agent. No further actici 

possibte 

Customer states her calling from number shows 
imrretiytorelay. 03/30/M 24 

Talked to operator and he understd 
that chewing gun was not permitled. 

Caller could tell the agent was chewing gum and t 
vias distrubtive and caller mkf not urncentrate 
on what they were saying. 

TT resuits - LEC working isue  on the 
05/17/04 customets end. Cased closed. 
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Complaint Tracking for Illinois 

04/14/04 

9009n 

Customer gave the agent the number to dial and 

that indicates the agent hung up. 

agent announced call to her and then assumed 

not a relay operator - agent renounced the call 
then hung up on calller. 

Over disconnect porcedures. 

CA recalled this call and was coached 
on proper procedures with the person 

t i i n &  thecall. 

Voice pemn called for clarification on procedure 
when relay calls a business and asks the operalor 
ifthey can hold. I explained the opr cannd get 
involved but can redefine role. She states the o p  
just ignored her. 

5 04/15/04 requesting CA to hold. cA did ncp 

3289K 

9021 D 

VCO customer m e n c i n g  problems maldng 
long distance calls ifom wak place for past two 

LD account but call will mt go through Sprint 

Invalid Tickel number. Unabk to 
04/1 4/04 33 weeks. No pfoblem in pest. Employer had Sprint WW04 reJolve, 

Network via IL relay. 

Customer gave agent 8w number to dial, states 

mistake. code. 

Coached agent to be careful to dial 
04/28/04 3 agent dialed 630 - no excuse for such a careless 04/28/04 mrrectly and to Mend to the area 
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Complaint Tracking for Illinois 

Dateof I cat.# I Nature of Complaint 

compl. I Can@. I 
I lVC0 user said she gave CA specific instrudions 

m how to process the call and the imtructiins 
mere n d  followed. 

customer stated that she was upset that when 
talking to h a  client, the client know some of the 
conversation customer made to other people. 

The customer stated that the agent added "111 cal 
yw tomorrow" when their patty had not said that 

VCO complained that when she calls relay from 
her business phone CA's are not quick about 
opening their handsets to hear her voice. 

M user called 71 1 and the CA aculsed him of 
dialing the 800 voice number and told him to hani 
up and call via the 800 TTY numb.  

3yo4M4 5 

Tty user said theywwld like supeviscf to call 
them regarding CA discon&ing calls. She also 
complained that a CA was chewing gum but she 
did not have the agenrs numbers 

05/29/04 

Date of EqiaMtiOn of Resolution 

Coached CA to follow customer 

It wds explained to the customer that 
CA protocol is to relay the beckground 
information either verbatim or in 
gewal to the TTY user. 

05/25/04 

CA was coached on typing verbatim 
and not adding any words. 

SupeMsor shared this complaint with 
05/05/04 lour trainer. 

Operator was ahmed that rudeness is 
not going to be tolerated and that she 

his call. 
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CapTel Complaints Iilinois 

211 1104 
3/2/04 

314104 

311 7104 

3129104 

41712004 
4/15/04: 
4120104 
4/8/04 

4123104 

4126104 

513104 

5/3/04 

5110104 

5111104 

5114104 

5118104 

5/25/04 

5128104 

IL 

IL 
IL 

IL 

IL 

iL 

IL 

IL 

IL 

IL 

IL 

IL 

IL 

IL 

IL 

iL 

IL 

IL 

support. Tech support configured a change to enable 
calls to that reaional number. 

Echo Sounds Provided customer tips on echo. 2111104 
DisconnecVReconnect during a call Over the wire upgrade arranged and resolved issue. 

DisconnectlReconnect during B Gail Explained to customer why the disconnections might 
be occurring and sent letter on tips to minimie 
disconnections. Told customer to contact us if have 
further mestions or omblems. 
Faxed customer disconnection tips. Learned customer 3117104 
has Cali Waiting. Sent fax explaining how to block 
that as Well as other tiDS. 
Advised customer to reset unit. Discussed ret-up. Did 3/29/04 
test calls. Test calk for both Outgoing and incoming 
calls successful. CS determined that customer or 
other parties Were dialing 1800 relay number instead 
of the CapTel Captioning Service. Sent customer 

Recommended audio jack handset. 4l15104: 
4120104 

DisconnecWReconnect during tails Sent letter with disconnection tip. Attempted follow up 5126104 
with customer on 4. 23. 4/29. Learned customei on 
business travel. Connected with customer 5126. 
Referred case to tech support for further investigation, 
assistance with customer line interference. Ongoing 
assistance from technical support to customer. 

313104 

3/4/04 

DisconnecIReconned during calk 

Connection: CaDtianed caiis 

Sound QualRy Provided troubleshooting tipslsupport ongoing. 41812004; 

DisconnectlReconned during calls Extensive troubieshwting with customer. Test calls 4/29/04 
with customer on 4/26. Follow up letter sent on 4129. 
Referred case to tech support for further investigation1 
assistance with customer line interference. Ongoing 
assistance available from technical support. 

Long distance captioned calls will not be billed lo 
customer until it's resolved. 

Billing Issue 4/26/04 

513104 Unable to make captioned Calls 
during part of the evening of 5/2/04, Resolved overnight by Captioning Center/technicians. 

Unable to make captioned calls 
during part of the evening af 512104. 

DisconnectlReconned during calls: Emailed tips to reduce echo and disconnectlieconnect 5110104 
Echosounds to customer. Customer will contact us if need further 

Resolved overnight by Captioning CenterlTechnicians. 513104 

DisconnecUReconnect during calls Mailed tips to reduce dlsconnectlreconnect to 5H1104 
customer. Customer will contact us if need furlher 

DisconnecWReconnect during Customer got finer for DSL 8 received Disconnection 
cailslDTMF Tone inte~erence tipslMM and Kurt put customer in Voicemail 

database. 
DisconnecVReconnect during calls Sent emaii explaining remedies on how to reduce the 

mccurrence of discannecWrecmnect. Customer will le1 
us know if need further assistance. 

Billing Issue Long distance captioned cails will not be billed to 
customer until il's resolved. 

DisconnactlReconnect during cdis Did initial troubleshooting to find what was causing 
disconnection. Sent Disconnection tips. Ongoing 
sumort to customer available. 

5117104 

5118104 

5/25/04 

5131104 


